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From: 

Date: 

Subject: 

Jo: 

Cc: 



Broeman, Bia; Gross, Deane; MacRae, Andrew; Person, Claire; Piskor, Stephen 


Banks, Sheila; Han, Vic; Keane, Denise; Merlo, Ellen; Murphy, Virginia; Strausser, Sue 

As requested, and for the record, here's the recommended policy regarding protests or any 
sign of anti activity over the Marlboro Van Program: 

Corporate Affairs, Legal and Sales have all agreed and stated that the van team should shut 
down and LEAVE THE SITE upon a moment's notice of anti activity. If we know that a 
protest win occur ahead of time, we should not show up. (this is the ideal situation.) This 
policy was incorporated into the contract that Powerforce signed and should be reinforced 
whenever possible, (details follow.) 

Reasons why are simple: 1) this is not good for the brand/corp. image or rep. of the store 
owner, 2) hurts our relationship with our direct customers; 3) with every protest comes 
media coverage (that's why they are there)-we don't need the bad press-especiaUy on t.v., 4) 
the van teams are not trained to deal with this type of activity; 5) we must ensure that our 
contracts with vendors are upheld and our vendors understand our policies; 6) and most 
important, if we are not there, the antis have nothing to protest. 

Here are a couple of scenarios/details: 

•If we are informed ahead of time (via media or some other source) that anti activity will 
occur on a certain day, the van team should NOT show up. The team should call the store 
owner and explain why they will not be there (keeping the best interests of the store owner in 
mind, etc.) TTie van team should provide the store owner with the printed card with PM 
contact numbers (in case questions are asked in their absence.) The team may go back later 
that day if all is clear. They can verify this with a phonecall. 

♦If a van approaches a site and protestors are ALREADY there, they should keep driving or 
turn around and leave the site (NOT shut down and wait inside the store.) They should call 
the store owner and follow the procedure stated above.''^ 

•If while conducting business on site, protestors begin to assemble, the team should shut 
down; go in and tell the store owner what is about to happen and that they are going to 
LEAVE THE SITE and will call later; give him or her the printed card with the PM contact 
numbers and let them know they should give out those numbers if anyone - especially the 
media - asks questions in their absence. (They should not shut down and go inside and 
wait.) 

♦If reporters arrive with the protestors, one van team member should explain "I am not 
authorized to speak to the media, but here is the phone number of somebody who is" and 
give the reporter the printed cards with the 800 number and NY direct dial. The other team 
member should give a card to the store owner for his/her use with the media as well. They 
then follow the shut-down procedure above. (We take the risk of having the shut-down 
filmed or photographed, but we would rather see this than the van team attempting to 
managing a protest and media.) 

•If the media (print or electronic) shows up at a site asking questions, but there are NO 
protestors or SIGN of anti activity, the van does NOT have to shut down. However, the van 
team should explain they are not authorized to speak to the media, and offer a card with the 
phone number of somebody who is. 


Source: https://www.industrydocuments.ucsf.edu/docs/npjxOOOO 
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^ a photographer shows up or a camera crew shows up (but no antis are present), the van 
team should express that they cannot grant authorization for any pictures and give the printed 
cards out to them with the numbers to call for authorization. If they start taking pictures 
anyway, the team should stand close to or behind the "no minors" sign. 

♦If a single individual/difficult consumer begins to harass the van team, they should NOT 
shut down, they should remain, be polite, perhaps read the posted sign re: minors and give 
them a printed card with the PM phone numb^s. If they have a comment to make, they 
should be speaking to PM's consumer affairs reps in NY. 

If there is a scenario that has occurred in the past that has not been addressed, please let us 
know so we can provide a recommendation. As always, we are here to provide assistance 
and preempt some of the situations we have experienced in the recent past Pis keep me 
posted...and let me know if there's anything else we can do....kd. 
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